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RESPONSES OF THE UNITED STATES POSTAL SERVICE
TO CHAIRMAN’S INFORMATION REQUEST NO. 25

1. In FY 2017, the Postal Service changed the performance goals to align with its new
Five-Year Strategic Plan for FY 2017 to FY 2021.> The new performance goals for
FY 2017 are:

Deliver a World-Class Customer Experience;
Equip, Empower, and Engage Employees;
Innovate Faster to Deliver Value; and

Invest in Our Future Platforms.?

The Postal Service states that FY 2017 performance targets are aligned with the

Strategic Plan. FY 2016 Annual Report at 14. For each new performance goal, please
provide FY 2017 performance indicators and targets.

RESPONSE:

For FY2017, the Postal Service’s performance measures and targets are organized

into the following four corporate performance goal categories:

Deliver High Quality Service;
Provide Excellent Customer Experiences;
Ensure a Safe Workplace and Engaged Workforce; and

Sustain Controllable Income.

These four corporate performance goals and associated metrics are based on a

balanced scorecard assessment of postal stakeholder needs.

L FY 2016 Annual Report at 14; see Future Ready: United States Postal Senice Five-Year

Strategic Plan, Fiscal Years 2017 to 2021; http://about.usps.com/strategic-planning/five-year-strategic-
plan-2017-2021.pdf (Strategic Plan).

2FY 2016 Annual Report at 14; Strategic Plan at 7.
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Deliver High Quality Service Goal:

For this goal, the Postal Service measures service performance by tracking the
percent of mail and packages that are delivered within service standards. The FY 2017
performance metrics for this goal include the percentage of on-time deliveries for the
following products:

e Single-Piece First-Class Mall
o Two-day
o Three-to-Five-day
e Presort First-Class Mail
o Overnight
o Two-day
o Three-to-Five-day
e First-Class Mail Letter & Flat (FCLF) Composite

e Standard & Periodical Composite

The Postal Service provides the Commission with the performance scores for

competitive package products separately.

Provide Excellent Customer Experiences Goal:

For this goal, the Postal Service measures customer experiences for customer
segments across key touch points. For FY 2017, the Postal Service will continue to use
the national Customer Insights (CI) composite score comprised of the following

subordinate metrics:
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e Business Service Network (BSN) (for large commercial customers) customer

satisfaction score;

e Point of Sale (retail post offices and online) customer satisfaction scores;

¢ Residential and Small and Medium Enterprise (SME) Delivery customer

satisfaction scores; and

Customer Care Center customer satisfaction scores.

See Table 1 below (copied from page 15 of the FY 2016 Annual Report to

Congress) for the FY 2017 Customer Insights (Cl) Composite target.

Ensure a Safe Workplace and Engaged Workforce Goal:

For FY 2017, the Postal Service will measure performance using the Total
Accidents Rate which is a change from FY 2016. Please refer to Table 1 below and

page 21 of the FY 2016 Annual Report to Congress for a detailed description of this

metric.

Sustain Controllable Income Goal:

Financial performance is evaluated using the variance against the target for
controllable income and Deliveries per Total Work Hours (DPTWH) as a percent change

to the same period last year (SPLY).

Please refer to Table 1 below and page 15 of the FY 2016 Annual Report to

Congress for the FY 2017 targets.
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Table 1: U.S. Postal Service FY2016 Results and FY2017 Targets for Corporate-wide Goals

U.S. Postal Service FY2016 Results and FY2017 Targets for Corporate-wide Goals

'In FY2016, the sarvice parformance targel for Overnight Single-Piece First-Class Mail was ramoved due b the service standard changes of FY2015.

Goal Measure Y2017 FY2016 FY2018 FY2015 FY2015 FY2014 FY2014 FY2013  FY2013
Target Actual Target Actual Target Actual Target Actual Target
Ringie-Piece Frst- Class Mail
Overnigt wMAl NA  NA 9555 9680 9600 9680 9614 9670
o -ay wso] o466 50 9328 9650 9490 9650 9526 9510
Theee-to-Fve-day w2x| 8366 9525 7656 %% 8770 9525 9160 9500
bresort s Class Mal
Overnignt weo| %16 9680 9574 %80 9700 9680 9720 9670
Dcbeer Hgh-Qually m?; ows0] 9505 9650 9356 9650 9640 950 9700 9510
Servie (% on-imel | 1o 1y Five-day ®2s| 0168 9525 8778 2% @20 925 9510 9500
#s1 Ciass Composte? wal 9300 9600 8964 9600 9411 9600 NA  NA
st Ciass Mail Lelter & Fal wo] NMA  NA O NA O NA O NA O NA NA NA
(FCLF) Composte?
tandard & Periodical Composite! o] NMA NA O NA O NA O NA O NA 0 O NA NA
rancard Composte® WAl @97 9100 8958 9100 9009 9100 NA  NA
FEM Composte 2011-2013) WAl NA__ NA__ NA _ NA  CEM_ CiM_ 7840 8250
Ssdt  Sunset
hesidentd (2011-2013) Al NMA O NA O NA O NA O CEM M 8200 8500
Susel  Sunset
Provide Excelent | [maMedum Busness vl NA O O NA O NA 0 O NA CEM M 7640 8100
Cusiomes 2011-2013) Susal  Sunset
Experiences (% | [Pusomer Insghis Compaste B@00| 8762 8670 8573 0670 Bmdnc Bacne  NA  NA
Business Servioe Network (BSN) WAl 9513  NA 9432  NA Baxsine Bassine NA 0 NA
Point of Sale (POS) WAl 8638  NA 8628  NA Basine Basdiie € NA 0 NA
Deinery WAl 7626 WA 7749  NA Basine Basiie € NA NA
Customer Care Center WA] 8518 WA 7600 NA Basne Basde NA  NA
fowe a Sak [FSFA iness 2 iy RS WAl 625 605 68 510 675 510 605 520
Woioceand | otel Accidents Rate? ool 1601 150 NA 0 ONA 0 ONA 0 O NA 0 NA  NA
Engaged Workdorce] oice of e Empioyee Survey (%) WAl NA O NA O NA B510 6501 6510 6470 6495
eiveries per Hour (clodaed raie)” WAl NA NA 4150 4240 4200 4290 4160 4270
i ol )uc:;is:x Toial Werk Houss 06 01 12 NA NA NA NA NA NA
o Corroliabie ncome (Loss) o0l o061 010 119 110 13 110 (100 (200
(S n billions)

For FY2015, the service performance rgel was 2 combinglion of Single-Plece Frst Class and Commercal First-Qiass perfarmance for an aggregaie of overnight, two-day

and three-day service.

This is 2 new NPA measure lor FY2017, focusad on measuning Frst-Ciass leffers and flals service performanca

“This 15 @ new NPA measure for FY2017, facused on measuning standard letters and standrd/peripdical s,
“For FY2015, there was a service periormance farget fhal & a comtination of Sandard Mal destination enlry for Secional Center Faciily (SCY) leliers and Naioral Distntu
Son Center (NOC) ielters and flals
“in FY2013, the Qustomer Experiance Measurament (CEM) was replaced with Customer insighis () as the key measure of customes expenience for our NPA system and
PES FY2014 servied 3s the baseline maasure far ivs melnic and compensabile (argels were estatilshed far FY2015
"Customer Insights Compasite & a corparate approved and compensated composiie perfarmance measure. Targess far the four subcomponent calganies of Qustormer

Insiphts (BSN POS, Delvery, and Custamer Care Centers) are set and compensated at the unit level. In FY2017, the Cusiomer Insghts Composite wil 250 incude an

Hecronic Customer Care (CC) component.
Sintry and finess rate is cakuiated using an industry-wide farmuia recormended by OSHA: Tolal number of OSHA intnes and linesses (multped by 200,000 hours

dvided by the nurnber of expasure hours worked by al employees). The 200,000 hours represant 100 employees warking 2,000 houes per year. I provdes the standrd
base for calouialing inoidence raes
*This s 3 new NPA measure for FY2017 and will replace the OSHA I8! rate a5 3 measure of employee safely
YEY2014 tages adusted o refiect defand of Network Rasionatzation, Phase 2
"1Starting in FY2017, this measure wil be replaced by he rew NPA measure of Delivanies per Tolal Work Hours % SALY.
“Narme changad from Tolsl Deliveries per Hour % SPLY 1o Deiveries per Total Wivk Hours % SPLY in FY2017. Tolal Delivenies per Hour % SPLY was infroduced in FY2016.
For more informabion regarding FYZ2017 performance measures, please refer (o the Annual Ferformance Pan includiad in s report
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Alignment of the Postal Service’s FY 2017 NPA Corporate Performance Goals and
Future Ready Five Year Strategic Plan Goals

To position the Postal Service to best achieve its annual NPA performance goals,
the Postal Service has worked to establish four key strategic goals, separate from its

corporate performance goals discussed above. The strategic goals are:

e Deliver a World-Class Customer Experience;

Equip, Empower, and Engage Employees;

Innovate Faster to Deliver Value; and

Invest in Our Future Platforms.

The Postal Service executes these four “Future Ready” strategic goals through a
portfolio of strategic initiatives (called Ready Now - Future Ready) that are designed to
improve and/or sustain the Postal Service’s performance against the targets set in the

four performance categories.

Table 2 below shows the alignment between the Postal Service’s four Future Ready
strategic goals, the portfolio of FY 2017 strategic initiatives, and the FY 2017 NPA

performance targets that each initiative directly or indirectly supports.

The table consists of three sections. The left section lists the four Future Ready
Strategic Goals. The middle section lists the FY17 Ready Now - Future Ready
Strategic Initiatives, and the right section lists the four Corporate Performance Goals

(NPA).
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Each FY17 Strategic Initiative (middle column) maps to a Future Ready Strategic
Goal (left column) and supports one or more of the Corporate Performance Goals
(NPA) (right column). Since these initiatives are large and complex, they frequently
affect multiple focus areas and goal categories.

e The gold stars (7) in the Future Ready Strategic Goals column indicate primary

alignment between FY17 Initiatives and Future Ready Strategic Goals while the

green dots (®) indicate secondary or supportive alignment.
e The checkmarks ( ¥ ) in the Corporate Performance Goals (NPA) column

indicate alignment between FY17 Initiatives and NPA.
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Table 2. Alignmentof USPS Future Ready Strategic Goals with FY 2017 Strateqgic

Initiatives Portfolio and FY 2017 NPA Performance Targets

Future Ready Strategic Goals

Initiatives

Deliver World-
Class
Customer
Experience
Equip
Empower, &
Engage
Employees
Innovate
Faster to
Deliver Value
Invest in Our
Platforms
Initiative #

25 [Build a World-Class Customer Experience

FY 2017 Ready Now ->Future Ready Strategic

FY17 Strategic Initiative Name

FY 2017 NPA Targets
Aligned to Initiative
Objectives

High Quality
Services
Excellent
Customer

Experiences
Employee

Engagement
& Safety

Controllable

52 [Create a World-Class Social Media Platform

58 [Implement Informed Delivery

61 [Build a World-Class International Platform

(W % % % %

53 [Build a Culture of Engagement

57 |Deliver a Safe Workplace

51 |Accelerate Innovation to Maximize Business Value

60 |Develop an Innovation Framework

77 |Accelerate Innovation to Maximize Customer Value

Optimize Network Platform

Optimize Delivery Platform

Optimize Retail and Customer Service Platform

Build a World-Class Package Platform

Build a Bench of Effective Leaders
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